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Endorses  new  prog 


This  program  is  one  way  for  me  to 
clearly  send  the  message  that  Impport 
all  efforts  to  ensure  AlbertansWceive 
quality  service.  New  ideas  for  service 
enhancements  come  from  all  levels  of 
the  Alberta  public  service  as  we  work 
together  to  develop  new  ways  to  better 
serve  our  clients. 
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About  Connexus 


connexus  is  published  in  print 
and  online  by  the  Personnel  Admin- 
istration Office.  Its  purpose  is  to 
keep  managers  in  the  Alberta  pub- 
lic service  informed  about  current 
policies,  goals  and  programs.  It 
serves  to  provide  managers  with 
information  to  assist  in  their  indi- 
vidual development  and  that  of  the 
Alberta  public  service. 

The  views  expressed  in 
connexus  are  those  of  the  con- 
tributors and  do  not  necessarily 
represent  the  views  of  the  Person- 
nel Administration  Office,  nor  does 
publishing  them  imply  endorse- 
ment. The  editorial  policy  for  this 
magazine  is  set  out  in  a document 
approved  by  the  Public  Service 
Commissioner.  A copy  can  be  ob- 
tained from 
the  Editor. 

Readers'  comments  and  sugges- 
tions are  welcome  and  should  be 
sent  to: 

Editor 

connexus 

connexus@gov.ab.ca 
Fax:  (780)  422-5428 

EDITORIAL  BOARD 

Ron  Bos 

Assistant  Director,  Communications 
Personnel  Administration  Office 

Elizabeth  Jones 
Communications  Assista  nt 
Public  Service  Commissioner's  Office 

Brigitte  Fulgham 

Executive  Director,  Human  Resources, 
Infrastructure 

Sanda  Gheorghiu 

Director,  Healthcare  Products  and  Ser- 
vices, Economic  Development 

Mat  Hanrahan 

Assistant  Deputy  Minister,  Learning 

James  McLaughlin 

Director,  Southern  Region,  Justice 


Liberia 

PERSONNEL  ADMINISTRATION 
OFFICE 


We  look  at  excellence  in  the  workplace, 
and  in  delivering  excellence  to  our 
clients  and  customers.  You'll  read  about  ex- 
amples that  show  service  excellence  is  alive 
and  well  within  the  Alberta  government  and 
in  the  private  sector. 

You  can  become  more  aware  of  the  new 
service  excellence  recognition  program, 
which  is  endorsed  by  the  Deputy  Minister 
of  Executive  Council.  Julian  Nowicki  shares 
his  thoughts  on  this  new  initiative. 

Connexus  is  pleased  to  give  you  a better  un- 
derstanding of  some  of  the  not  so  visible  el- 
ements of  fighting  wildfire  in  Alberta's  For- 
est Protection  Area.  We  do  this  in  the  context 
of  the  Lost  Creek  Fire  in  the  Crowsnest 
Pass  area. 

By  way  of  survey  results.  Service  Alberta 
provides  some  clear  direction  for  all  Alberta 
public  service  (APS)  managers  and  their  em- 
ployees in  meeting  the  service  expectations 
of  Albertans. 


A glimpse  into  Westjet.  President  and  CEO 
Clive  Beddoe  talks  about  a commitment  to 
excellence  that  continues  to  generate  success. 

And,  we'll  shed  some  light  on  a visit  from 
a delegate  from  the  Belgium  government. 
All  this  and  more  in  this  issue  of  Connexus. 


Connexus  Reader  Feedback 


Your  opinions  matter  to  us.  Please  take  a moment  to 
provide  us  with  your  feedback  regarding  the  content 
or  look  of  this  issue  of  Connexus.  We  also  welcome 
your  suggestions  for  future  story  ideas.  Simply  e-mail 
your  thoughts  to  connexus@gov.ab.ca,  or  fax  to 
(780)  422-5428. 


Date  & location:  Monday,  Sept.  22,  2003 
at  the  Provincial  Museum 


Leading  Service  Excellence  With 

Jjijj  CJyjjjjjjer 


A half  day  of  learning  to  guide  you  in  becoming  a 
Customer  Centred  Leader 

Jim  Clemmer  is  a bestselling  author  and  internationally 
acclaimed  keynote  speaker,  workshop/retreat  leader  and 
management  team  developer. 


Morning  session: 

8:30  to  noon  - Registration  and  coffee  from  8:00  to  8:30 
Afternoon  session: 

1 2:30  to  4:30  - Registration  and  coffee  from  1 2:30  to  1 :00 


Register  through  MyAGent  at 
https://www.myagent.gov.ab.ca. 

For  assistance  in  registering  online,  visit 
http://acscinfolink.gov.ab.ca/learning 
Centre/a  bout/howtdhtm. 
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Service  Alberta 

Service  delivery  and  service  excellence 


How  easily  Albertans  acquire  the  informa- 
tion or  service  they've  been  seeking  will  de- 
termine their  overall  satisfaction  with  their 
service  experience.  And  the  quality  of  the 
service  received  has  a significant  impact  on 
their  confidence  in  their  government. 

From  two  surveys  conducted  in  2002,  Service 
Alberta  has  learned  a great  deal  about  the  lev- 
els of  satisfaction  Albertans  have  with  the  Al- 
berta public  service  with  regard  to  access- 
ing government  programs  and  information. 

The  initial  survey  was  Citizens  First  3,  which 
polled  9,000  Canadians,  including  492  Al- 
bertans. The  second  survey  of  1,200  Alber- 
tans was  completed  for  Service  Alberta.  Both 
offer  useful  information  on  what's  impor- 
tant to  Albertans  when  they  access  gov- 
ernment services. 

The  Citizens  First  survey  found  that  Cana- 
dians were  generally  becoming  more  sat- 
isfied with  all  levels  of  government.  But  it 
also  found  they  have  increasingly  high  ex- 
pectations of  government  - higher  than  their 
expectations  of  the  private  sector. 

The  survey  of  Albertans  found  that  76  per 
cent  were  satisfied  the  last  time  they  visited 
a Government  of  Alberta  website  and  63  per 
cent  were  satisfied  the  last  time  they  called 
a government  phone  number. 


Overall , Albertans  indicated  their  levels  of 
satisfaction  as  defined  by  these  five  factors: 

1.  Outcome:  72  per  cent  satisfied 

2.  Courtesy:  68  per  cent  satisfied 

3.  Fairness:  65  per  cent  satisfied 

4.  Competence  / The  extra  mile: 

61  per  cent  satisfied  with 
competency,  49  per  cent 
satisfied  with  extra  help 

5.  Timeliness:  49  per  cent  satisfied 


Going  the  extra  mile  and  timeliness  scored 
lowest  because  of  various  factors  that  cause 
frustration  for  Albertans.  One  in  four  Al- 


bertans complained  of  being  bounced  from 
one  person  to  another,  not  knowing  where 
to  start  looking,  trouble  with  automatic 
phone  answering  systems,  being  put  on  hold 
for  a long  time,  or  busy  phone  lines. 

Now,  you  may  be  thinking  these  results 
don't  describe  your  ministry,  division  or 
branch;  after  all,  satisfaction  levels  with  your 
service  may  be  high.  But  it's  important  to 
remember  that  every  time  an  Albertan  con- 
tacts a government  employee  in  their  search 
for  a service,  the  quality  of  the  interaction 
will  colour  their  overall  service  experience. 

Let's  say  an  Albertan  contacts  you  for  a serv- 
ice you  don't  provide.  One  that's  handled  by 
a different  ministry.  How  you  or  your  staff  han- 
dle that  person  will  go  a long  way  to  deter- 
mining their  overall  satisfaction  with  their  serv- 
ice experience,  once  they  get  to  the  right  place. 

Do  you  or  your  employees  send  the  person 
to  the  right  place?  Do  you  provide  the  per- 
son with  some  options  for  accessing  the 
service? 

What  can  you  do  to  support  Service 
Alberta  and  service  excellence? 

Ensure  you  and  your  staff  know  and  un- 
derstand the  service  excellence  policy.  It's 
not  complicated,  and  you  can  find  it  on  the 
Service  Alberta  website  at:  http:/ / www.ser- 
vicealberta.ca/pages/servicecommit- 
ment.asp. 

Remind  your  staff  that  this  website  can  be 
a valuable  tool  in  dealing  with  these  situ- 
ations. Emphasize  that  service  excellence 
means  going  the  extra  mile  - going  out  of 
their  way  to  help  link  Albertans  to  the  right 
service  when  they  come  to  them  by  mistake. 

For  more  information  regarding  the  survey 
of  Albertans,  the  Citzens  First  3 survey,  and 
Service  Alberta,  please  contact  Wilma  Haas, 
Managing  Director,  Government  Services, 
at  (780)  415-6092 


Go  to 

www.servicealberta.ca 

for: 


• Finding  Government  Staff 

• Useful  Phone  Numbers  (for  most 
Government  contact  centres) 

• Where  do  I go  for. . . (to  find 
locations  for  a variety  of  services) 

• Common  Questions  (most  often 
asked  by  Albertans) 
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Questions  and  Answers 


How  does  the  program  work? 

• The  program  is  largely  self-directed, 
and  is  based  on  a workbook  devel- 
oped as  a companion  piece  to  the 
booklet.  Making  Service  Stronger. 

• With  the  sponsorship  of  their 
ADMs,  teams  interested  in  partici- 
pating in  the  program  register  on- 
line and  complete  a five  module 
workbook. 

• The  workbook  includes  identifica- 
tion and  successful  completion  of 
a service  excellence  enhancement 
initiative  that  is  aligned  with  the 
department  business  plan  goals. 
Participating  teams  must  confirm 
that  the  related  business  plan  goals 
have  been  met. 

• Upon  completion  of  the  workbook, 
the  ADM  sponsors  the  submission 
to  the  DM,  who  presents  the  sub- 
mission to  the  Deputy  Minister 

of  Executive  Council. 

How  will  successful  teams  be 

recognized? 

• The  Deputy  Minister  of  Executive 
Council  will  recognize  each  team 
member  with  a distinctive  lapel  pin 
and  framed  certificate. 

• Departments  may  provide  further 
recognition  to  their  teams;  as  well, 
teams  may  wish  to  explore  the  crite- 
ria and  apply  for  awards  such  as  the 
Premier's  Award  of  Excellence  or 
the  Alberta  Quality  Awards.  Service 
excellence  is  one  component  of  the 
business  excellence  principles, 
which  are  the  basis  for  the  Premier's 
Award  of  Excellence. 

What  is  unique  about  this  program? 

• The  team's  completed  workbook 
serves  as  their  submission;  additional 
documentation  is  not  required. 

• There  are  no  submission  deadlines; 
each  team  makes  its  submission  on 
completion  of  the  workbook. 

• In  conjunction  with  their  ADM, 
teams  assess  their  own  suitability 
for  recognition;  there  is  no  external 
review  process. 

• Recognition  is  available  to  teams  only. 

What  resources  are  available? 

• Information  packages  and  resources, 
including  a website  at  http://in.ter- 
nal.gov.ab.ca/serviceexcellence 

• The  Service  Excellence  Team  is 
working  with  the  ACSC  to  ensure 
training  opportunities  and  resources 
are  available. 


Deputy  Minister  of  Executive  Council  Service  Excellence  Award  Program 


Connexus:  This  new  Service  Excellence 
Recognition  Program  is  something  you 
strongly  endorse  - why? 

Nowicki:  Service  to  Albertans  is  key  to  the 
effective  operation  of  government.  I strongly 
endorse  this  program  - and  in  fact  give  my 
name  to  it  - because  I believe  service  ex- 
cellence is  fundamental  for  all  staff. 

This  program  is  one  way  for  me  to  clearly 
send  the  message  that  I support  all  efforts 
to  ensure  Albertans  receive  quality  serv- 
ice. New  ideas  for  service  enhancements 
come  from  all  levels  of  the  Alberta  public 
service  as  we  work  together  to  develop  new 
ways  to  better  serve  our  clients.  This  is  a 
continuous  process  that  needs  an  ongoing 
focus;  I hope  this  program  will  advance  our 
level  of  service  to  Albertans.  The  partner- 
ship between  Service  Alberta  and  The  Cor- 
porate Human  Resource  Development  Strat- 
egy to  develop  this  program  is  a testament 
to  how  we  are  working  in  new  ways  to  meet 
the  needs  of  Albertans. 


How  does  it  differ  from  the  Premier's 
Award  of  Excellence  (PAE)  Program? 

The  program  differs  from  the  Premier's 
Award  in  that  it  focuses  on  service  excel- 
lence, which  is  one  component  of  the  busi- 
ness excellence  principles  that  form  the  ba- 
sis for  the  PAE.  The  administration  for  the 
program  is  also  different  in  that  the  Service 
Excellence  Program  does  not  have  specific 
submission  timelines  and  does  not  include 
an  external  review  process. 

Much  like  the  PAE,  the  Service  Excellence 
Program  recognizes  teams.  Do  you  feel  that 
team  recognition  is  overshadowing  indi- 
vidual recognition  in  the  Alberta  public 
service? 

Recognition  in  all  its  various  forms  is  im- 
portant in  our  challenging  work  environ- 
ment. We  want  to  acknowledge  all  the  good 


work  that  is  happening  in  the  public  serv- 
ice - whether  through  team  or  individual 
acknowledgement.  A variety  of  vehicles  are 
in  place  to  make  this  happen;  the  two  pro- 
grams you  mention  as  well  as  individual 
department  recognition  programs  that  do 
include  both  team  and  individual  awards. 
As  well,  a key  aspect  of  staff  recognition 
is  the  day-to-day  recognition  from  super- 
visors for  a job  well  done. 

What  is  the  best  feature  - the  strongest  fea- 
ture - of  this  new  program? 

I think  the  strongest  feature  is  the  workbook 
approach  it  employs.  The  workbook  has 
been  created  to  support  work  teams  in  their 
efforts  to  deliver  quality  service.  It  is  a prac- 
tical, guided  approach  through  the  com- 
pletion of  five  modules. 

Work-life  balance  is  always  a key  component 
in  employee  satisfaction.  On  the  other  hand, 
expectations  on  our  employees' performance 
are  never  stagnant.  In  this  environment,  can 
the  program  fit  in?  Get  buy-in?  How? 

We  all  operate  in  a demanding  environment 
- this  program  was  created  to  support  the 
focus  on  service  excellence  through  a very 
tangible  acknowledgement.  Of  course,  it  will 
take  some  time  to  ensure  all  staff  are  aware 
of  the  program  and  how  it  works.  To  bring 
about  that  awareness,  the  program's  com- 
munication strategy  will  be  rolled  out  over 
the  coming  year. 

In  completing  the  program's  workbook, 
teams  work  under  the  sponsorship  of  their 
ADMs.  How  important  is  this  structure,  as 
opposed  to  sponsorship  from  DMs? 

Actually,  it's  both.  The  ADM  signs  off  on  the 
completion  of  each  module,  and  the  ultimate 
sponsorship  rests  with  the  Deputy  Minister 
when  the  submission  is  made  to  me.  So  in 
this  sense  both  the  ADM  and  DM  are  co- 
sponsors of  any  submission  being  made. 
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The  APS  numbers  some  22,000  employees, 
making  it  Alberta's  largest  employer.  How 
much  of  a challenge  is  it  to  promote  - and 
expect  - service  excellence? 

My  experience  has  been  that  all  Alberta  pub- 
lic service  staff  work  to  provide  the  best 
quality  service.  It  is  not  at  all  a challenge 
to  promote  this  concept  because  we  are  all 
trying  to  keep  service  excellence  front  and 
centre  in  everything  we  do. 


In  a nutshell,  how  would  you  define  "serv- 
ice excellence"? 

To  me,  service  excellence  is  understanding 
the  needs  of  Albertans  and  actively  work- 
ing to  meet  those  needs. 

Is  service  excellence  a different  animal 
in  the  public  sector  relative  to  the  private 
sector? 

The  principles  of  service  excellence  are  sim- 
ilar in  both  sectors.  What  does  differ  sub- 
stantially is  the  nature  and  diversity  of  the 
services  being  provided  by  the  Alberta  pub- 
lic service. 
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feature  continued 


Julian  Nowicki 


Sustainable  Resource  Development 
and  the  Lost  Creek  Fire 

Fighting  wildfires  takes  smart  planning , effective  resource  coordination 


ADM  Cliff  Henderson  with  Forest  Protec- 
tion Division  staff  Revie  Lieskovsky  and 
Stew  Waikinshaw. 


Cliff  Henderson  is  currently  serving  Al- 
bertans as  Assistant  Deputy  Minister 
of  the  Forest  Protection  Division  of  Al- 
berta Sustainable  Resource 
Development. 

Henderson  was  born  and  raised  in 
Ponoka  and  has  a degree  in  Forestry 
from  the  University  of  Idaho. 

His  first  forestry  job  was  a summer 
placement  in  1962.  Henderson  began 
fulltime  forestry  work  in  Fort  McMurray 
and  has  been  with  the  Alberta  gov- 
ernment in  various  capacities  since 
1966. 


From  the  comfort  of  our  homes,  we've  wit- 
nessed the  awesome  and  frightening  power 
of  wildfires  in  Alberta's  forests.  We've 
watched  massive  clouds  of  smoke  billow- 
ing in  the  skies  and  flames  jumping  across 
treetops  or  racing  up  hills. 

Fighting  what  are  often  unpredictable  wild- 
fires takes  an  enormous  amount  of  planning, 
coordination  and  determination.  And  all  of 
this  is  accomplished  within  the  parameters 
of  the  province's  firefighting  priorities, 
which  determine  the  initial  direction  in  fight- 
ing wildfire.  In  order  of  importance,  fire- 
fighters protect  human  life,  communities, 
sensitive  watersheds,  soils,  natural  resources 
and  infrastructure. 

"The  Lost  Creek  Fire  was  controlled  despite 
the  difficult  mountain  terrain  and  extreme 
burning  conditions,  without  significant  rain, 
and  without  the  loss  of  any  homes,"  said  Cliff 
Henderson  with  a considerable  amount  of 
pride.  "This  was  excellent  work  on  the  part 
of  all  the  personnel  who  worked  on  the  fire." 

Henderson  is  ADM  of  Sustainable  Resource 
Development's  (SRD)  Forest  Protection  Di- 
vision, and  he  spoke  to  Connexus  about  fire- 
fighting efforts  directed  toward  the  Lost 
Creek  Fire  in  the  Crowsnest  Pass  area. 


The  most  critical  factor  in  wildfire  sup- 
pression is  the  initial  response  - how  quickly 
personnel  and  equipment  can  get  to  the 
wildfire.  "We  are  extremely  proud  of  our  re- 
sponse time;  Alberta  is  a leader  in  Canada 
and  across  North  America  in  wildfire  de- 
tection and  response.  In  general,  a quick  re- 
sponse will  prevent  a small  wildfire  from 
growing  into  an  inferno.  But  not  always," 
said  Henderson. 


"The  Lost  Creek  Fire  was  detected  at  2:27 
p.m.,  resources  were  deployed  at  2:30  p.m., 
the  first  helicopter  arrived  at  the  wildfire  at 
2:34  p.m.,  and  the  first  airtanker  arrived  at 
2:48  p.m.  Three  minutes  from  detection  to 
deployment  - that's  quick." 

But  despite  their  best  efforts,  the  wildfire 
was  very  extreme  when  resources  arrived. 
"We  couldn't  hold  it  due  to  the  wind  and 
very  dry  forest  fuels,"  added  Henderson. 
"The  guys  gave  it  a very  hard  try." 

STRATEGIC  PLANNING 

Strategies  to  determine  how  to  attack  a wild- 
fire are  built  using  a team  approach,  which 
helps  make  the  right  decision  at  the  right 
time.  All  major  decisions  are  discussed  by 
the  particular  wildfire's  Incident  Com- 
mander and  his  team.  In  the  Lost  Creek  Fire, 
Stew  Waikinshaw,  Manager  of  the  Southern 
Rockies  Wildfire  Management  Area,  played 
a vital  role  along  with  his  staff,  as  did  Re- 
vie Lieskovsky,  branch  director  at  Wildfire  Op- 
erations in  Edmonton. 

The  team  approach  that  is  used  is  the  Inci- 
dent Command  System  (ICS).  The  organi- 
zation is  built  around  five  major  management 
activities:  command,  operations,  planning, 
logistics,  and  finance  /administration. 

Personnel  from  across  the  province  and  from 
other  SRD  divisions  and  branches  are  in- 
volved. All  positions  in  ICS  are  filled  with 
certified  or  qualified  personnel,  and  the  av- 
erage total  years  of  experience  on  ICS  teams 
is  about  100  years. 

When  there  are  other  jurisdictions  involved 
such  as  in  the  Lost  Creek  Fire,  agencies  work 
through  a unified  command  approach.  Dif- 
ferent jurisdictions  work  through  their  des- 
ignated Incident  Commanders  to  establish 
a common  set  of  objectives  and  strategies 
and  a single  Incident  Action  Plan. 

After  a wildfire  has  been  contained  and  ex- 
tinguished, the  decision-making  process 
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is  evaluated.  "We  do  go  back  and  look  at  the 
decisions  made  over  the  course  of  a wild- 
fire," says  Henderson.  "We  review  the  de- 
cisions." 

Sometimes  third-party  committees  become 
involved  in  the  review  process.  Following  the 
Chisholm  Fire  of  2001,  the  Minister  of  Sus- 
tainable Resource  Development,  Mike  Car- 
dinal, commissioned  an  independent  review 
of  the  firefighting  efforts  on  that  wildfire.  Hen- 
derson stated  that  "the  five  recommendations 
made  by  the  Chisholm  Fire  Review  Com- 
mittee were  implemented  and  improved  our 
performance  at  the  Lost  Creek  Fire." 

ON  THE  GROUND 

"Firefighting  is  like  war  - you  still  need  the 
ground-pounders,"  said  Henderson.  "We  still 
need  the  skilled,  determined  firefighters  on 
the  line."  Most  of  the  highly  trained  personnel 
assigned  to  the  Lost  Creek  Fire  were  on  the 
ground.  At  its  peak,  there  were  over  800  fire- 
fighters working  on  the  Lost  Creek  Fire.  Gen- 
erally, ground  crew  firefighters  were  rotated 
every  21  days;  usually  four  to  five  crews  (40- 
50  firefighters)  each  day. 

Each  of  the  province's  3,000  certified  fire- 
fighters have  completed  training  at  the  En- 
vironmental Training  Centre  in  Hinton, 
where  some  of  North  America's  top  in- 
structors are  brought  in  to  help  teach  wild- 
fire courses.  Students  are  given  access  to  in- 
teractive learning  systems,  a wildfire 
management  simulator,  a rappel  training 
tower,  and  physical  fitness  training  to  test 
their  limits  of  endurance.  Some  of  the  class- 
room courses  are  also  delivered  through 
satellite  colleges  across  the  province  to  train 
community-based  crews  of  firefighters. 

COMMUNITY  SUPPORT 

As  with  all  wildfires,  the  top  priorities  for 
the  province  are  the  protection  of  human 
life  and  communities.  In  July,  the  wildfire 
forced  the  evacuation  of  residents  from  Hill- 
crest  once  and  Blairmore  twice.  Teamwork 
and  collaboration  were  crucial  in  protecting 
the  lives  of  residents  and  protecting  their 
homes.  Henderson  praised  the  area's  de- 
cision makers  for  working  collaboratively 
with  the  Forest  Protection  Division  (FPD) 
and  for  their  orderly  evacuation  procedures. 


"Dr.  John  Irwin,  the  Mayor  of  Crowsnest  Pass, 
and  his  Emergency  Measures  Organization, 
have  done  an  absolutely  amazing  job." 

Beyond  the  collaboration  with  communities 
and  the  massive  efforts  of  firefighters  and  their 
equipment,  there  is  an  enormous  amount  of 
work  being  done  behind  the  scenes. 

STAKEHOLDER  AND  COMMUNITY 
RELATIONS 

Two  of  the  key  positions  on  a Wildfire  Man- 
agement Team  are  the  Industry  Liaison  Of- 
ficer and  the  Wildfire  Information  Officer. 
The  Industry  Liaison  Officer  works  closely 
with  industry  stakeholders  to  maintain  two- 
way  communication  so  that  stakeholder  re- 
sources are  protected  and  firefighting  efforts 
are  enhanced. 

Henderson  said  that  the  Industry  Liaison  Of- 
ficer at  the  Lost  Creek  Fire,  Dave  Cox,  was 
very  involved.  "He  took  the  ranchers  back 
in  to  look  at  their  livestock,  to  make  sure  they 
were  alright.  He  was  involved  with  the  oil  and 
gas  sector  because  one  gas  well  had  to  be  shut 
down  for  a short  time.  He  worked  with  the 
utility  companies  to  deactivate  power  lines, 
and  he  worked  with  the  forest  industry." 

The  Wildfire  Information  Officer  provides  up- 
to-date  information  regarding  the  wildfire 
and  suppression  efforts  to  the  media  and  the 
public.  "We  had  12  information  officers  and 
six  information  kiosks  in  the  Crowsnest  Pass 
area,"  said  Henderson.  The  local  residents 
'adopted'  the  kiosks,  working  shoulder  to 
shoulder  with  the  Wildfire  Information  Offi- 
cers to  help  out  with  local  geography  and 
names  and  locations  of  various  places.  "Some 
even  brought  milk  and  cookies  for  our  staff!" 

SAFETY 

Safety  is  utmost  in  any  operation.  When 
wildfire  explodes  into  uncontrollable  areas, 
Alberta  firefighters  are  taught  to  retreat.  "We 
say  'go  back  to  the  black'  - Alberta  has  a 
Black  Line  Policy.  They're  trained  to  seek 
refuge  in  blackened  areas  that  have  already 
been  burned. 

"We're  all  cognizant  of  the  high  risk  of  wild- 
fire, and  we  have  safety  briefings  every 
morning  to  ensure  all  are  aware  of  the  stan- 
dard firefighting  methods.  Safety  is  the  FPDs 
common  denominator  in  every  phase  of 
wildfire  suppression.  " 
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Action  and  enormity:  the  Lost  Creek  Fire 


TECHNOLOGY  AND  THE  FUTURE 

The  basic  techniques  of  fighting  wildfires 
will  remain  the  same.  But  the  tools  and  tech- 
nology to  detect  and  suppress  wildfires  are 
constantly  evolving  and  improving.  For  ex- 
ample, the  birddog  airplanes  that  guide  the 
airtankers  are  now  equipped  with  infrared 
scanners.  "We  use  forward-looking  infrared 
scanners  to  see  through  the  smoke  and  find 
the  wildfire's  hot  spots,  which  helps  to  bet- 
ter direct  the  bombers,"  said  Henderson. 

The  use  of  video  cameras  to  detect  smoke 
in  the  forests  is  also  being  considered.  For 
decades,  early  detection  of  smoke  and  wild- 
fire has  been  the  exclusive  responsibility 
of  FPD  staff  in  132  lookout  towers  that  reach 
high  above  the  tree  lines  across  the 
province's  Forest  Protection  Area.  Now,  two 
video  cameras  are  being  tested,  which  have 
the  ability  to  see  smoke  more  quickly  and 
more  accurately  than  the  human  eye.  Test 
results  will  determine  whether  the  cameras 
will  become  a permanent  addition  to  aug- 
ment the  current  system. 

FireSmart,  a wildfire  prevention  program, 
is  also  evolving.  FireSmart  was  created  to 
help  acreage  owners  and  others  living  in  the 
forested  areas  reduce  the  risk  of  wildfire 
consuming  their  property.  The  program  is 
now  growing  to  use  the  same  preventative 
steps  for  whole  landscapes,  rather  than 
merely  individual  properties. 


The  future  for  Cliff  Henderson  and  FPD 
holds  at  least  two  guarantees:  wildfire  will 
always  be  part  of  the  Alberta  landscape,  and 
Alberta  will  always  have  an  agency  to  fight 
forest  fires.  "Forest  Protection  staff  are  ded- 
icated and  determined  to  protect  Albertans 
and  their  resources  from  wildfires." 

(At  deadline  for  Connexus,  the  Lost  Creek  Fire 
was  under  control.  It  had  consumed  more  than 
200  square  kilometres.  For  more  information  on 
this  wildfire  and  forest  protection,  visit  the 
Sustainable  Resource  Development  website  at: 
http://envweb.  env.gov.  ab.  ca/ env/f orests/ fpd/ .) 
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WestJet  takes  service  excellence 


0 new 


Entering  the  relatively  modest  three-storey  head- 
quarters of  WestJet  Airlines  just  off  Calgary's  Deer- 
foot  Trail,  you're  immediately  struck  by  the  friend- 
liness of  the  company's  employees.  Receptionists 
greet  you  with  a smile  and  help  you  promptly.  "I'm 
here  to  see  Mr.  Beddoe,"  you  say,  and  they  pause 
before  enlightening  you.  "Oh,  you  mean  Clive." 

That's  the  first  indication  that  there's  something 
special  about  WestJet.  The  second  comes  moments 
later  as  employees  pass  by,  going  about  their  busi- 
ness, greeting  you  with  a smile  and  a hello.  They 
don't  know  you  from  Adam,  but  they  welcome 
you  all  the  same.  Westjet's  a friendly  place  to  be 
- and  people  love  their  jobs. 

As  its  website  states,  WestJet  is  the  "low-fare 
leader".  And  while  consumers  have  certainly  em- 
braced its  budget-friendly  flights,  there  is  much 
more  at  work  in  the  WestJet  success  story. 

The  company  has  strategically  cultivated  a culture 
of  service  excellence  that  has  endeared  it  to  mil- 
lions of  the  flying  public.  Promoting  excellence 
in  the  workplace  is  a logical  priority  for  WestJet. 
As  President,  CEO  and  Executive  Chairman  Clive 
Beddoe  remarked,  "We're  in  the  people  business. 
We  just  happen  to  fly  airplanes." 

Service  excellence  begins  with  attracting  and  re- 
taining the  right  people,  or  as  Beddoe  puts  it,  "cus- 
tomer-serviced people"  - people  who  are  effective 
team  players. 

As  with  ministries  across  the  Alberta  government, 
teams  play  a vital  and  growing  role  at  WestJet.  There 
are  teams  in  each  department  and  WestJet  puts  a 
great  deal  of  emphasis  on  cooperation  and  collab- 
oration within  each  team  and  between  teams.  The 
goal,  says  Beddoe,  is  to  "minimize  friction  because 
that's  where  the  whole  system  breaks  down."  And 
he  adds,  "We're  not  interested  in  people  who  find 
problems,  we  want  employees  who  find  solutions." 

WestJet  has  built  an  environment  in  which  service  ex- 
cellence can  thrive.  Opportunities  for  employee  move- 
ment and  advancement  are  constant.  "We  encourage 
(employees)  to  find  out  about  other  opportunities 
within  the  company,"  said  Beddoe.  "There's  a fair 
amount  of  movement  between  departments.  I think 
people  get  burned  out.  We  are  in  a very  repetitive 
business;  we  fly  the  same  airplanes  to  the  same  des- 
tinations everyday.  To  get  some  variety,  we  encour- 
age people  to  move  around  the  company." 

Learning  and  development  opportunities  are  also 
readily  available.  "Our  training  department  is  prob- 
ably one  of  the  biggest  departments  in  the  whole 
company,  and  not  only  do  we  provide  specific 
training  in  individual  departments,  but  we  also 


provide  customer  service  type 
leadership  training." 

Beddoe  said  WestJet  also  fosters  employee  satis- 
faction, another  driver  in  delivering  service  ex- 
cellence. "We  have  a team  of  3,700  people  in  the 
organization... and  that  involves  constant  com- 
munication, lots  of  understanding  of  people's 
needs  and  concerns."  He  related  a specific  exam- 
ple relating  to  the  high  cost  of  air  travel  by  em- 
ployees, and  the  solution  demonstrates  that  em- 
ployees have  the  ears  and  attention  of  the  company. 
"We  very  recently  lowered  the  cost  of  flying  for 
our  employees  very  dramatically  as  our  way  of 
saying  thank  you  to  our  employees.  That  is  the  re- 
lationship we  have  with  them." 

Westjet's  commitment  to  service  excellence  is  also 
evident  in  the  continuous  use  of  new  technology, 
which  helps  to  strengthen  efficiencies  that  lead 
to  lower  operating  cost  and,  ultimately,  continued 
low  fares  for  the  flying  public. 

Beddoe  cited  the  company's  investment  into  "prob- 
ably the  most  technologically  advanced  aircraft  in 
the  world",  the  Boeing  737-700  jetliners.  These  new 
generation  737's  fly  at  41,000  feet,  higher  than  any 
other  737,  with  speeds  up  to  0.81  Mach  or  860  kilo- 
metres per  hour.  Best  of  all,  said  Beddoe,  "It's 
through  technology  that  they're  30  per  cent  more 
fuel  efficient  than  our  older  airplanes,  and  cost  a 
lot  less  to  maintain." 


Clive  Beddoe,  President  and  CEO 
of  WestJet 

Attracting  the  right  people 
doesn't  seem  to  be  a chal- 
lenge for  the  company.  Each 
year,  more  than  50,000  peo- 
ple apply  to  join  the  ranks. 
"Yeah,  it's  very  rewarding 
that,  obviously,  people  want 
to  work  here." 


Although  not  new,  the  company's  use  of  the  In- 
ternet also  directly  impacts  the  bottom  line.  "Oh 
absolutely,  absolutely.  It  costs  us  - to  take  a book- 
ing through  our  call  centre  - about  20  dollars  per 
booking.  A booking  on  the  Internet  costs  us  30 
cents."  Westjet's  average  fare  is  only  110  dollars, 
so  website  bookings  have  an  enormous  impact  on 
cost  efficiency. 

Later  this  year,  WestJet  will  begin  installing  the 
very  latest  aircraft  technology  on  all  its  newer  air- 
craft. "Blended  winglets"  - 8-foot  high  blended 
additions  to  the  tips  of  each  wing  - will  reduce 
drag  and  result  in  lower  fuel  consumption  and 
longer  flight  ranges. 

Beyond  technology,  Westjet's  commitment  to  serv- 
ice excellence  is  demonstrated  concretely  to  cus- 
tomers through  added  benefits.  Recently,  it  an- 
nounced the  introduction  of  live  satellite  television 
for  passengers  on  the  700  series  aircraft,  and  the 
advantage  of  collecting  Air  Miles®  rewards  each 
time  they  fly  WestJet. 

Clearly,  the  company  continues  to  prove  that  a 
commitment  to  service  excellence  and  prudent 
stewardship  of  investor  resources  breed  success. 


WestJet  Head  Office,  Calgary,  AB 
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SEMDP  Graduates  2003:  Colin  Anderson  David 
Antoniuk  Rick  Baker  Stuart  Becker  Rob  Behnke 
David  Bell  Daphne  Cheel  Patricia  Cox  Lori  Cre- 
sey  Kevin  Crockett  Danielle  Dalton  Jamie  Davis 
Larry  Duchesne  Shirley  Dul  Levis  Dumont  Karen 
Fetterly  Brian  Fischer  Daryl  Hanak  Sal  Hasham 
Ian  Hope  James  Husband  Bryan  Huygen  Aziza 
Jivraj  Bryan  Kelly  Heather  King  Lawrence  Kopp 
Robert  Lee  Barbara  Leung  David  Lloyd  Ken  Mc- 
Crae  Sean  McDermott  Brent  McEwan  John 
Nichol  Dave  Nielsen  Alan  Pentney  Shirley  Per- 
ras  Mike  Poscente  Diana  Purdy  Steven  Raw- 
cliffe  Lorna  Ross  Lori  Sajjad  Richard  Slevinsky 
Garry  Sluchinski  Michele  Spak  Donna  Stewart- 
Wood  Rob  Taylor  Mike  Tholenaer  Barry  Thomp- 
son Louise  Vanderleer  Glen  Werner  Pamela 
Wolfe  Miki  Wood 


right  Image 

MDP  Graduates  2003:  Loretta  Adams  Wendy 
Antoniuk  Brad  Bishop  Don  Bobinec  Heather 
Caltagirone  Donna  Cole  Linda  Cornelius  Dar- 
lene Desjardins  Lou  Espino  Yogesh  Gupta 
Roger  Hagen  Glenn  Harris  Lome  Harvey  Glenys 
Holmberg  Gloria  Jichita  Candy  Jury  Laurie  Ko- 
lada  Randy  Krebes  Don  Kromm  Shauna  Kryba 
Gail  Lemke  Anita  Lunden  Hal  Marcellin  Debo- 
rah Marriott  Greg  Masik  Dean  Mazur  Susan 
McKenzie  Virginia  McLaughlin  Barry  McLean 
Judy  Meredith  Victor  Michaichuk  Dave  Myrah 
Vanee  Narayanan  Sid  Nieuwenhuis  Gordon 
Okamura  Brenda  Ouellette  Gary  Peckham  Cole 
Pederson  Glen  Resier  Shawn  Robbins  Monica 
Robinson  Rick  Robinson  Guy  Smith  Ronald 
Smith  Milo  Steele  Catherine  Taylor  Rob  Thor- 
bum  Dianna  Wilk  Judith  Wright  Bonnie  Yaskiw 


As  a testament  to  their  growing 
popularity ; two  of  the  key  Govern- 
ment of  Alberta  development 
programs  have  borne  their  largest 
graduating  classes  to  date. 

Fifty  government  managers  and  senior  ad- 
ministrative, technical  and  professional  em- 
ployees graduated  from  the  Management 
Development  Program,  and  52  senior  ex- 
ecutive managers  and  senior  officials  grad- 
uated from  the  Senior  and  Executive  Man- 
agers' Development  Program  earlier  this 
summer. 

In  a time  when  skills  development  and  life- 
long learning  are  more  important  than  ever, 
these  programs  continue  to  help  employees 
at  the  management  and  senior  professional 
levels  become  better  managers  and  stronger 
leaders. 

"Both  programs  deliver  relevant  courses 
based  on  current  issues,"  said  Shirley  Howe, 
Public  Service  Commissioner.  "The  pro- 
grams are  focused  on  meeting  the  changing 
needs  of  public  service  management.  In  ad- 
dition, graduates  from  either  program  may 
receive  up  to  six  credits  toward  completion 
of  their  MBA  degree." 

In  partnership  with  the  University  of  Al- 
berta School  of  Business,  both  programs  are 


integral  parts  of  the  Corporate  Human  Re- 
source Development  Strategy  for  the  Alberta 
public  service. 

The  Management  Development  Program 
offers  15  modules  for  the  2003-04  academic 
year.  These  modules,  from  two  to  five  days 
in  length,  address  a variety  of  Alberta  pub- 
lic service  initiatives,  including  the  new  com- 
petency framework.  Business  Excellence  and 
Service  Excellence.  This  year's  program  in- 
cludes two  new  modules:  Ethics  in  the  Pub- 
lic Service  and  Introduction  to  the  Management 
Development  Program. 

The  Senior  and  Executive  Managers'  De- 
velopment Program  consists  of  14  modules, 
also  from  two  to  five  days  in  length,  which 
help  managers  enhance  their  leadership 
skills.  Two  new  modules  have  also  been 
added  for  this  year:  The  Responsible  Public 
Servant:  Ethics  in  the  Alberta  Public  Service 
and  Building  Effective  Teams  and  Working  with 
Others. 

Program  and  registration  information  are  avail- 
able at  www.pao.gov.ab. caflearning,  or  contact 
Candace  Gillis,  Corporate  Human  Resource  De- 
velopment Consultant , Personnel  Administra- 
tion Office , (780)  408-8429. 
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Government  and  ministry  business  plans  capture  what  we  do. 

Competencies  define  how  we  behave. 


Competencies  help  ministries  achieve  busi- 
ness plan  goals;  they  define  how  Alberta 
public  service  (APS)  employees  behave  in 
fulfilling  their  responsibilities  to  Albertans. 
Recently  the  Personnel  Administration  Of- 
fice (PAO)  led  efforts  to  revise  the  compe- 
tency model  so  that  it  would  be  relevant 
to  all  APS  employees.  Nancy  Monaghan, 
PAO's  Client  Relations  and  Workforce  De- 
velopment Manager,  explains. 

"Originally,  competencies  were  developed 
to  apply  to  managerial  staff.  But  in  working 
with  the  HR  community,  we  discovered  that 
competencies  were  being  used  more  and 
more  for  all  employees.  To  keep  pace  with 
change,  we  needed  to  restructure  the  com- 
petency model  to  make  it  a good  fit  for  all 
of  our  employees." 

Competencies  are  any  attitude,  skill,  be- 
haviour, motive  or  other  personal  charac- 
teristic that  are  essential  to  perform  a job. 
Perhaps  more  importantly,  competencies 
can  also  differentiate  superior  performers 
from  solid  performers. 

The  new  model  was  created  following  ex- 
tensive consultation  with  the  APS  human 
resource  community  and  line  employees, 
and  was  subsequently  endorsed  by  deputy 
ministers.  The  model  provides  a base  of  core 
competencies  that  are  now  consistent  across 
government,  providing  a common  language 
and  enhancing  the  one-employer  concept. 
Competencies  are  now  categorized  as  core 
and  role  specific. 

"Core  competencies  apply  to  all  positions 
within  the  APS,"  said  Monaghan.  "There 


are  seven  core  competencies:  adaptability, 
client  focus,  communication,  organizational 
awareness,  problem-solving  and  judgment, 
results  orientation,  and  teamwork." 

Role  specific  competencies  apply  to  certain 
positions  and  include:  developing  others, 
impact  and  influence,  innovation,  leader- 
ship, relationship  building,  resource  man- 
agement, self-management,  and  strategic 
thinking. 

One  could  assume  that  applying  role  spe- 
cific competencies  to  specific  positions 
would  be  an  optional  exercise  for  ministries, 
but  Monaghan  suggests  that  isn't  necessarily 
the  case.  "For  some  positions,  one  or  more 
of  the  role  specific  competencies  will  be  crit- 
ical to  effectively  fulfill  the  role's  respon- 
sibilities." 

The  new  competency  model  helps  all  APS 
employees  assess  their  development  needs 
and  enhance  on-the-job  effectiveness.  For 
managers  involved  in  the  hiring  process,  the 
model  can  help  to  ensure  new  employees 
have  the  competencies  required  for  their  po- 
sitions. 

The  Alberta  public  service  competency 
model  is  an  initiative  under  the  Corporate 
Human  Resource  Development  Strategy 
and  can  be  viewed  at  www.pao.gov.ab.ca/ 
leaming/competencies/ apscomp/index.htm. 
The  model  will  soon  be  further  enhanced 
with  the  addition  of  aspired  behaviour  lev- 
els, which  will  define  levels  of  excellence  on 
the  job. 


Did  you  know? 


Robyn  Keist,  a Public  Affairs  Officer  with 
Alberta  Human  Resources  and  Employment, 
is  a serious  athlete  who  has  competed  in 
triathlons,  marathons  and  Ironman 
competitions. 

The  official  flag  of  Alberta  is  35  years 
old  this  year.  The  flag,  with  the  Alberta 
shield,  was  adopted  on  June  1, 1968.  It's 


proportioned  twice  as  long  as  it  is  wide, 
with  the  shield  in  the  centre.  The  shield's 
height  is  seven-elevenths  of  the  width  of 
the  flag. 

Occupational  Health  and  Safety  officers 
conducted  almost  1 1,000  worksite  in- 
spections across  the  province  in  2002  - 
an  increase  from  8,500  in  2001  and 
6,000  in  2002.  To  facilitate  this  push 


toward  greater  work  place  safety,  addi- 
tional officers  were  hired,  a call  centre 
was  established,  and  a Workplace  Inci- 
dent Tracking  System  was  implemented. 

The  Government  of  Alberta  home  page 
attracted  more  than  12  million  visits  in  the 
last  fiscal  year.  Of  these,  almost  4.4  million 
were  from  the  public;  the  remainder  were 
initiated  within  the  Alberta  public  service. 


In  fiscal  2002/03,  the  Maintenance 
Enforcement  Program  collected  $147 
million  in  court-ordered  support  on  behalf 
of  Alberta's  children  and  families.  This 
represents  78.4  per  cent  of  the  total 
funds  ordered  to  be  paid.  At  the  end  of 
June  2003,  the  Alberta  Justice  program 
was  collecting  funds  on  behalf  of  almost 
64,000  registered  children. 


The  Magazine  for  Alberta  Government  Managers 

cormexus 


Belgium  delegate  Gaston  Van  Handenhoven  is 
flanked  by  Public  Affairs  Officer  Angela  Balec 
and  Human  Resources  Director  Linda  Moisey, 
both  of  Innovation  and  Science. 


Belgium  visitor  takes  home 
HR  best  practices 
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Alberta  has  about  as  many  human 
resource  practices  as  the  bruit,  have  words 
for  snow,  according  to  Gaston  Van 
Handenhoven,  a visiting  delegate  from 
the  Belgian  government.  Van  Handenhove? 
was  in  Edmonton  for  four  weeks  in 
May  studying  best  practices  in  human 
resources  and  internal  communications 
within  the  Alberta  government. 


Van  Handenhoven  is  a mid-level  manager 
in  the  ministry  of  Service  Public  Federal  Fi- 
nances (Finance),  in  the  Belgian  government, 
who  is  taking  a year-long  course  in  public 
management  at  the  Universite  Libre  de 
Bruxelle,  Solvay.  He  is  taking  this  course 
with  an  aim  to  change  careers  and  move  into 
the  field  of  human  resources.  His  studies 
will  be  complete  in  December  2003. 

While  in  Edmonton,  Van  Handenhoven  met 
with  human  resource  and  communications 
people  at  the  Alberta  Corporate  Service  Cen- 
tre, Human  Resources  and  Employment,  In- 
frastructure, Innovation  and  Science,  the 
Public  Affairs  Bureau,  the  Premier's  Com- 
munications Office,  and  the  Personnel  Ad- 
ministration Office.  He  was  introduced  to 
the  concepts  of  Employee  Learning  Plans, 
Learning  Accounts,  MyAGent,  and  formal 
and  informal  recognition  practices  such  as 
kudos  from  colleagues  and  the  Premier's 
Award  of  Excellence, 

Van  Handenhoven' s biggest  challenge,  other 
than  working  almost  entirely  in  English  and 
withstanding  outdoor  temperatures  rang- 
ing from  -5  to  29C,  has  been  to  assimilate 
his  findings  into  a report.  Where  the  Alberta 
government  has  a plethora  of  human  re- 
source practices,  these  types  of  practices  are 
virtually  non-existent  in  the  Belgium  sys- 
tem. The  provincial  government's  man- 
agement structure  is  also  flatter  and  less  hi- 


erarchical than  the  federal  government  in 
Belgium.  Van  Handenhoven  hopes  to  bring 
back  the  information  he  has  gathered  and 
one  day  introduce  these  concepts  into  the 
working  lives  of  public  servants  in  Belgium. 

What  has  impressed  Van  Handenhoven 
most  in  his  investigations?  "I've  been  very 
impressed  with  the  various  recognition  pro- 
grams within  the  Alberta  government,"  said 
Van  Handenhoven.  "Nearly  all  levels  of  em- 
ployees and  managers  have  some  form  of 
positive  reinforcement  or  recognition.  In  Bel- 
gium, you  may  receive  complimentary  re- 
marks from  your  direct  supervisor,  but  most 
recognition  from  above  is  because  some- 
thing has  gone  wrong  - it's  almost  never 
positive." 

So  how  did  a Belgian  public  servant  end  up 
in  Alberta?  Van  Handenhoven  sought  out 
an  opportunity  to  conduct  his  investigations 
in  the  province  in  part  to  renewed  relations 
with  the  Belgian  government.  In  early  2003, 
Innovation  and  Science  Minister  Victor  Do- 
erksen  conducted  an  Alberta-led  mission  to 
Belgium.  Van  Handenhoven's  visit  was  also 
made  possible  through  his  contact  with 
Canadian  government  embassy  officials  in 
Brussels  and  Paris.  For  more  information  on 
Alberta's  relationship  with  Belgium,  visit 
the  following  websites: 


http:  / / www.innovation.gov.ab.ca/ 
general/  f ea  /bel_miss_2003 .cfm 

http:/ / www.iir.gov.ab.ca/inter_rel/ 
media/ Belgium.pdf 
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